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State of California DEPARTMENT OF WATER RESOURCES California Natural Resources Agency 
 

JOB DESCRIPTION AND POSITION CLASSIFICATION 
 

CLASSIFICATION 

      
DWR POSITION NUMBER 

      

SAP POSITION NUMBER 

      

MCR 

      
APPOINTEE 

      

SAP PERSONNEL NO. 

      

DIVISION/SECTION  

      
COLLECTIVE BARGAINING IDENTIFIER 

 
Management Related BU: 

        

 
Supervisory Related BU: 

        

 
Confidential Related BU: 

        

 
Rank and File BU: 

        

RESPONSIBILITIES EXERCISED  

  Supervisory  Lead Person 

IMMEDIATE SUPERVISOR (Print) 

      

SUPERVISOR'S CLASSIFICATION  

      
APPROVED BY (Personnel Analyst's Name)  

      

DATE 

      

Percent of 
Time Activity 

            

SUPERVISOR’S STATEMENT: I HAVE DISCUSSED THE DUTIES OF THE POSITION WITH THE EMPLOYEE. 
SUPERVISOR’S NAME (Print) 

      

SUPERVISOR’S SIGNATURE 

 
DATE 

EMPLOYEE’S STATEMENT: I HAVE DISCUSSED WITH MY SUPERVISOR THE DUTIES OF THE POSITION AND HAVE 
 RECEIVED A COPY OF THE DUTY STATEMENT. 
EMPLOYEE’S NAME (Print) 

      

EMPLOYEE’S SIGNATURE 

 

DATE 



DWR 525 (Rev. 1/09) Page 2 of 2 

JOB DESCRIPTION AND POSITION CLASSIFICATION 
 

CLASSIFICATION 

      
DWR POSITION NUMBER 

      

SAP POSITION NUMBER 

      

MCR 

      
APPOINTEE 

      

SAP PERSONNEL NO. 

      

DIVISION/SECTION  

      

Percent of 
Time Activity 

            

 


	Activity
	Activity

	MRBU: Off
	Management Related: 
	SRBU: Off
	Supervisory Related: 
	CRBU: Off
	Confidential Related: 
	RFBU: Yes
	Rank and File: 1
	responsibilites: Off
	IMMEDIATE SUPERVISOR: Rodney Essex
	SUPERVISOR'S CLASS: Sr. Information Systems Analyst (Supv)
	personnel analyst: Andrea Riley
	personnel date: 11/01/2011
	PERCENT OF TIME: 














80%
	activity: POSITION SUMMARY
Under the general supervision of the Service Center Manager of the IT Service Center, the Associate Information Systems Analyst  (Specialist) is responsible for first level technical support, which includes reviewing, analyzing,  rerouting or resolving IT Problem Tickets and Service Requests.   The incumbent will be responsible for completing daily reports, updating end user procedures, and communicating effectively both orally and in writing. 

ESSENTIAL FUNCTIONS

Must maintain consistent and regular attendance, operate a phone and a personal computer (PC) and/or a workstation for extended periods of time; function effectively and efficiently in the work environment.  

SPECIFIC DUTIES

Level 1 Support Analyst:
Independently address and resolve inquiries submitted by end-users regarding desktop applications such as MS Excel, MS Word, MS Outlook. Provides assistance to end users with hardware questions; analyze end user problem or service requests, and refer issues as appropriate to the LAN Administrators /Enterprise Client Services for resolution by phone and AquaAssist tickets.  As back-up to the Lead Support Analyst, prepares weekly call number and ticket count reports using the current Service Management tools for the IT Service Center Manager's review. Provides AquaAssist end-user assistance as needed, including securing proper authorizations and resetting end-users passwords upon request. Independently, researches and analyzes the more complex problem/service tickets by utilizing and applying current procedures, SAP programs and current business processes.  When unable to resolve problems at the first level, presents detailed information in writing for second level review, and provides recommendations and/or observations.  Follow-ups with the end-user by effectively communicating the requested information, providing resolution, or providing status of the problem/service request.  


	classification: Associate Information System Analyst (Specialist)
	appointee: Vacant
	dwr position number: 0550-1470-017
	sap personnel no: 
	sap position number: 50002411
	division: DTS/Customer Services Branch/ IT Service Center
	mcr: 1
	percent 2: 10%




5%





5%
	activity2: Perform trend analysis, track problems and recommend appropriate solutions to the Service Center manager.  Notify the Service Center Manager of developing trends in calls and Problem Tickets.  Research and identify specific training needs within the unit as related to Service Center Operations and current IT practices.   

As backup to the Service Center Lead, responsible for updating the Service Center procedures and recommending training needs for Service Center Staff.  As directed, completes updates to the end-user procedures manual. 


Maintain a current working knowledge of DWR IT standards and practices; including, keeping up to date on current general IT industry standards by reading journals, memos, informational emails, online information, participating in on the job training, troubleshooting, and operational capabilities of supported PC desktops/laptops, associated applications and Service Center procedures; as well as mobile device operations from a high level and basic operations perspective.



KNOWLEDGE, SKILLS AND ABILITIES

Must have broad knowledge and experience in information technology help-desk operations, processes, and procedures; and be proficient in the use of MS-Windows desktop operating systems, and Microsoft Office software.  Display strong interpersonal, effective and persuasive communication written and verbal skills. 

SPECIAL REQUIREMENTS

Must be able to communicate effectively with business and technical staff, the general public, and policy-level administrators. Provides quality customer service through responsiveness, innovation, competence, and teamwork.  Demonstrates respect for coworkers by being courteous, considerate, and professional. Demonstrates openness and trust by being straightforward, listening respectfully, sharing information, and being receptive to new ideas. Demonstrates accountability by taking responsibility for one’s own actions/inaction and the subsequent outcomes. 
	supervisor name: Rodney Essex
	employee name: 


